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I. Introduction
The acculturation process of Southeast Asian immigrants often generates intense
conflict within the family structure (Hayes, 1987). Family conflicts cause social problems
among the Vietnamese group, increasing the need for social workers who are bilingual and
bicultural to work with Vietnamese and their families at various stages of acculturation.
Santa Clara County in California has one of the highest concentrations of Vietnamese
immigrants in the United States, thus the need for Vietnamese speaking social workers in this
county is higher than that in most other regions of the country. Therefore, it is important for
Santa Clara County to recruit and retain Vietnamese social workers. A way to address this
issue is to examine how Vietnamese social workers employed by this county feel about their
jobs.
This study examines the job satisfaction levels of Vietnamese social workers
employed by Social Services Agency in Santa Clara County, California. More specifically,
this study determines how they are satisfied or dissatisfied with their salary, fringe benefits,
job security, job challenge, opportunities for growth and promotion, supportive supervision,
physical surroundings, and cultural competence of agency staff The result of this study may
be used as a framework for Santa Clara County to review its policies to maintain or enhance
the morale of Vietnamese social workers, thus retaining its current workers and attracting
more human services professionals to meet the needs of this growing ethnic group.
Since the agency employs quite a diverse ethnic population including African
Americans, Hispanic Americans, Korean, Chinese, Portuguese, Cambodian, etc., the findings
of this study may inspire similar studies about social workers of other ethnic groups to
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promote cultural awareness among staff and improve the working conditions for social
workers as well as the quality of services for clients.
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II. Context of Services
The Santa Clara County Social Services Agency (SSA) serves residents of Santa
Clara County who are in need. The agency prides itself in providing high quality services for
residents of Santa Clara County, as stated in its mission statement :
The Social Services Agency is a culturally sensitive and socially responsible public agency
providing high quality, professional, financial, and protective services for residents of Santa
Clara County in order to:
• assist residents in acquiring the resources needed to gain and retain competitive
employment and to secure a more challenging, satisfying, and economically rewarding life for
themselves and their children;
• prevent abuse and ensure the medical, physical , financial, and emotional well
being of children and adults at risk of abuse, neglect, or exploitation;
• maintain or restore family and kinship ties whenever possible and help families
understand and learn the skills and behaviors needed to safely care for and nurture their
children and elders;
•

maintain safe, healthy, and independent life-styles for residents through specialized

and in-home services aimed at preventing or delaying institutionalization in a manner that
respects their personal liberty. (Mission Statement 11/21/97)

SSA's budget for fiscal year 1997-1998 is $428.5 million. The agency employs social
workers, many of whom are bilingual and bicultural, to provide services in Department of
Family and Children Services (DFCS) and Department of Aging and Adult Services (DAAS).
DFCS provide services to protect children from being abused and/or neglected. The
services are extended to help families that are affected by child abuse and neglect. DFCS
offers a variety of programs to its clients. These programs include Child Abuse Reporting /
Investigation, Family Preservation / Family Maintenance, Out-Of-Home-care, and other
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supportive programs such as Child Development Program, Independent Living Program,
Ombudsman, Pregnant I Parenting Teens, and the Volunteer Program.
DFCS operates its Child Abuse and Neglect Reporting Center which takes reports 24
hours a day, seven days a week. Its emergency response social workers, responding to
reports of child abuse and neglect, assess the safety of the child and make decisions whether
to place the child in temporary protective custody at the Children's Shelter or to leave the
child home and make referrals for continued services as necessary.
Social workers in Dependency Investigation units interview the child, the child's
· parents, relatives, or witnesses for information regarding the allegations of abuse or neglect,
then make recommendations to the Juvenile Court whether to return the child home or to
continue protective custody.
DFCS offers Home Supervision Services to the children and their families after the
child is being returned home pending disposition of their case by the Juvenile Court. The
Home Supervision social workers ensure that specific Court orders or conditions are being
carried out. They make home visits to supervise the adjustment of the child in the custody of
their natural parents.
In order to prevent out-of-home placement, DFCS provides Family Preservation or
Family Maintenance Services to enable the parents to maintain a safe home environment for
their children. DFCS also operates Family Resource Centers which focus in communitybased services to help clients deal with issues that cause family dysfunction, such as drug /
alcohol abuse, gambling, lack of parenting skills, and domestic violence. Services include
counseling and support groups as well as activities for different generations in the family to
keep them together.
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When it is determined by the Juvenile Court that a child cannot remain safely at home,
out-of-home care services are provided by social workers to find a suitable home for the child
while helping the parents to work toward family reunification. If the child cannot be returned
to the parents after 12 months, social workers are to find a permanent placement for the
child, such as long-term foster care home, guardianship, or adoption.
The Department of Adult and Aging Services (DAAS) of the Santa Clara County
Social Services Agency offers programs to protect and enrich the life of dependent adults and
the elderly who reside in the county. These programs include Adult Protective Services, InHome Supportive Services, Senior Nutrition, Public Guardian, and Veterans Service.
Adult Protective Services provide services to protect dependent adults and the elderly
from abuse, neglect and exploitation. Services include crisis intervention, investigation of
allegation, needs assessment, brief counseling, referral to community resources and
coordination of services provided by friends or family or other agencies. Services are offered
to Santa Clara County residents without regards to income. However, acceptance of the
services is voluntary.
Adult Protective Services are provided under Welfare and Institution Code Sections
15600-15659. Funding for fiscal year 1997-1998 is $2,876,541 from the State of California
and Santa Clara County.
In-Home Supportive Services program offers an alternative to out-of-homeplacement to the elderly or the disabled who would like to remain home but unable to do so
safely. Services include household chores, meal preparation and clean up, laundry, shopping,
errands, and non-medical personal care. Low income people including Supplement Security
Income recipients are eligible for this program.
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In-Home Supportive Services are provided pursuant to the Welfare and Institution
Code, Chapter 3, Article 7, Sections 12301-12309 and Section 14132.5; California Code of
Regulations, Title 22. Social Security Act, Title 20; and California Manual of Policies &
Procedures (MPP), Sections 10, 19, 21-23, 25, 30, and 46. For fiscal year 1997-1998 the
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program received funding :from federal, State and the County of Santa Clara, totaling
$21,868,445
DASS monitors its Senior Nutrition Program to promote better health for senior by
improving nutrition and reducing isolation. The program offers hot meals at congregate sites,
senior day-care centers, and through home-delivered meals service throughout the county.
The program is not means tested and is open to any person who is 60 years of age and older.
The spouse of the eligible person, regardless of age, may also receive the service. For fiscal
year 96-97 the program served 565,848 meals at congregate sites and senior day-care
centers, and delivered 245,208 hot meals to homebound seniors. (Senior Nutrition Program
Strategic Plan FY 96-97).
The Senior Nutrition Program is provided under the Older Americans' Act, Title III
Regulations; the USDA Regulations; California Department of Aging Handbook; and
California Health Department Handbook. For fiscal year 1997-1998, the Senior Nutrition
program funding was $4,109,558 :from Federal, State, Santa Clara County, cities, and
participant contributions.
The Office of Public Administrator/Guardian/Conservator provides personal, medical
and financial management services to adults who are unable to do so themselves due to
physical and/or mental disabilities. Services include maximizing clients' income, paying their
bills, taking them to medical, dental, or psychiatric appointments, and shopping for them.
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The program also conducts investigations and makes recommendations to the Court whether
conservatorship is in the best interest of the individual. The Public Administrator office also
handles the estates of people who die without a will and those assigned by the Court.
The Public Administrator/Public Guardian/Conservatorship services are provided
under the California Probate Code; Welfare and Institution Code; Health and Safety Code;
Various Codes of the State of California relating to Civil Law and Criminal Law; Santa Clara
County Local Rules of Court; and Tax Laws.
For fiscal year 1997-1998, the Public Administrator/Public Guardian/Conservatorship
office received total funding of $5,411,612 from the State of California, Santa Clara County
and fee generated funds.
The Veteran Service Office assists veterans and their beneficiaries to obtain maximum
veterans' benefits which include pension, compensation, low home mortgages, educational
benefits, burial benefits, and life insurance.
Services are provided to veterans under the United States Code, Title 38 (Veterans'
Benefits Sections 1.503, 1.524, 1.525, and 14.626-14.637); Military and Veterans' Code,
Chapter 5, Sections 450-455, and CDVA Guidelines; California Military and Veterans'
Code, Sections 880-980; Medical Cost Avoidance Program (AB1807), which is
administered under the Provisions of Military and Veterans' Code, Chapter 5, Section 972.5
and California Code of Regulations, Title 12, Section 454; and Local County Regulations.
Funding for Santa Clara County Veteran Services in fiscal year 1997-1998 was
$620,096 from the Federal, State of California, and Santa Clara County.
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ID. Theoretical Foundation and Literature Review
This study examines the level of job satisfaction among Vietnamese social workers
from the perspective that job satisfaction correlates with job retention and the physical and
mental health of the professionals. Social workers tend to have lower job satisfaction than
other professionals, and therefore, worker tum-over is a problem in many fields of social
work practice (Vinokur-Kaplan, Jayaratne, & Chess, 1994.) High turnover rate results in
frequent changes in caseload assignment which consequently reduces overall quality of
services to clients (Poulin, 1994). Dissatisfied workers are more likely to provide lower
quality services than those who are more satisfied with their jobs.
This study is also based on the perspective that human services professionals working
in a culturally sophisticated agency would have less job-related stress as they feel more
confident about themselves and competent about their work. Competent social workers
usually deliver better services to their clients ( Gant, 1996).
Another framework for this study is the perspective that racial dynamics affect the
helping relationships and that minority clients are more effectively served by workers who are
fluent in their language and are familiar with their cultural values. Minority workers reported
higher level of effectiveness with minority clients compared to Caucasian social workers
(Jayaratne, Gant, Brabson, Nagda, Singh, & Chess, 1992; Davis & Gelsomino, 1994).
There are two areas of previous empirical studies that are relevant to this study: the
studies of factors related to levels of job satisfaction among social workers and the studies on
impact of perceived agency cultural competence on service delivery and the morale of social

,

workers of ethnic minorities.
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The present study is influenced by five lines of inquiry. One is on examining how the
financial rewards including income, fringe benefits, promotional opportunities, and job
security affect the level of job satisfaction. The second is observing how opportunities for
professional development, educational level, and years in position are related to how satisfied
social workers feel about their job. The third is on determining whether worker
demographic characteristics such as age and gender are associated with change in job
satisfaction. The fourth is on examining whether supportive supervision can enable social
workers to maintain their morale despite heavy work load. And the last line of inquiry is on
exploring whether culturally sophisticated agencies are better work places for social workers.
The resulting findings indicate that except for the demographic perspective, there are
factors from each of the other four perspectives that are associated with overall job
satisfaction. Among these are job challenge and opportunities for educational and
professional development (Vinokur-Kaplan et al.; Rauktis & Koeske, 1994; Marriott,
Sexton, & Staley, 1994). Good benefits are reported to be important to workers in public
agencies, while job security is more significant for employees of non-profit agencies, and
good pay is a significant predictor of job satisfaction for private practitioners (VinokurKaplan et al., 1994.)
Several authors, however, suggests that workers' perception of job autonomy and
organizational structure are crucial factors of job satisfaction and, consequently, retention of
social workers in human services ( Ewalt, 1991; Poulin & Walter, 1992; Poulin, 1994; Bailey,
1995.)
The importance of supportive leadership supervision has been recognized as
organizational predictor of job satisfaction among social workers (Poulin, 1994.) Concern

about the effects of burnout and dissatisfaction among social workers have generated
questions of whether good supervision can compensate for the negative feelings of job stress.
A study on roles supportive supervision plays on the relationship between work load and job
satisfaction of human services professionals finds that heavy workload demands have such
negative impact on how social workers feel about their job that supportive supervision is not
sufficient to boost their morale (Rauktis & Koeske, 1994). It has also found that high work
pressure is correlated with worker job dissatisfaction and feelings of anger and burnout
(Caplan & Jones, 1975).
However, Poulin (1994) in his study about correlation between social worker job
satisfaction and job task and organizational predictors, notes that worker characteristics such
as gender, age, and years in the current position are not significantly associated with change
in job satisfaction. Similarly, the author finds that, change in salary and change in job stress
are not significantly associated with change in job satisfaction once the influence of the other
predictor variables, such as job autonomy and organizational characteristics, are taken into
account.
The most salient line of inquiry to this study is the perspective focusing on the impact
of agency cultural sophistication on service deliveries and social work staff It has been
noted that Asians are likely to have values that affect their expectations in the workplace and
that they are unlikely to be retained if the working condition are unsatisfactory (Ewalt, 1991).
In response to current growing cultural diversity in the workplace, Bailey (1995)
suggests organizational evolution toward pluralism. The author cites the following 4 levels
of organizational progression towards genuine pluralism:
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At level 1, minority people are hired because of the Equal Opportunity Employment
regulations, and these employees are mostly placed in position oflittle or no power.
Agencies at level 2 recruit and hire minority workers and prohibit racist and sexist
behaviors. However, minority employees who are not conformed to the Caucasian male
ideology face the "glass ceiling" in their attempts for career advancement.

An organization is at level 3 when it "explores the value of pluralism " and diligently
searches for ways to incorporate multiple perspectives in all of its operations and style of
leadership (Bailey, 1995., p.1660)

An agency reaches level 4, the highest form of organizational pluralism when all forms
of discrimination are prohibited, and organizational policies and practices reflect the value of
pluralism.
Bailey (1995) observes that there still are many organization stuck at levels 2 and 3
and suggests that people in management aggressively work out to develop pluralistic
leadership by attending to their own personal development toward pluralism.
A study about the effects of employees' perception of their agency cultural
sophistication on African American human services professionals concludes that cultural
competence appears to enable human social workers to feel more competent and more
effective about their work (Gant, 1996).
Agency cultural sophistication involves "developing and implementing nondiscriminatory policies and procedures regarding hiring, community involvement, and service
delivery" (Gant, 1996, p. 164.)
The research finding that perception of agency cultural sophistication decrease workrelated stress among African American social workers leads to the question of what the
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impact of perceived agency cultural competence are on social workers of other cultures and
ethnicities.

'
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IV. Design and Methodology

Using survey research design, this study drew its sample from the Santa Clara County
Social Services Agency's internal directory which lists the names of its employees, their
telephone numbers, the programs they were working on, and the locations of their offices. A
survey questionnaire was delivered to each of all 27 Vietnamese social workers in Child
Welfare Services and Adult and Aging Services programs of Santa Clara County Social
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Services Agency. For the purpose of comparison, the same questionnaire was also delivered
to 54 non-Vietnamese-speaking social workers in proportion with the number of Vietnamesespeaking subjects in each program of the agency. For example, there is only one Vietnamese
worker in the Adult Protective Services program; therefore, only two non-Vietnamese
worker in this program were asked to participate in the survey. The questionnaire was
modeled after the Job Satisfaction Survey (Ebara, 1997) which included 3 parts :
1. A modified nineteen-item version of the Job Satisfaction Scale (Koeske et al., in

press.) The respondent was asked to rate his/her level of satisfaction or dissatisfaction
on a scale of 7 (1 = very dissatisfied to 7 = very satisfied) with the following
independent variables: caseload standard, client satisfaction, job challenge, co-worker
support, supportive supervision, training and promotional opportunities, salary and
fringe benefits, physical surroundings, and cultural competency of staff.
2. Respondents were asked to list five most satisfied and dissatisfied aspects of their
jobs, and their comments or recommendations to improve their job satisfaction.
3. A demographic data sheet for respondent to list his/her age, gender, race,
experiences, education, and the program they are working.
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The Job Satisfaction Survey designed by Ebara (1997) was used only once to examine
job satisfaction levels of 15 Adult Protective Services social workers. The construct validity
of these instruments has not been established.
The Job Satisfaction Scale (JSS), however, has been used with over six hundred
social services professionals in diverse human service settings (Royse, 1995). The construct
validity of the scale is suggested by earlier researches and it "appears to be a short, reliable,
and valid measure of job satisfaction in the human services" (Royse, 1995, p.141).
The questionnaire was pre-tested on two social workers who did not participate in the
survey. They commented that the questionnaire was easy to understand.
The target population of this survey are 27 Vietnamese social workers and 54 social
workers of ethnic backgrounds other than Vietnamese who worked in the same programs,
and when possible, the same unit, as the Vietnamese workers in Santa Clara County Social
Services Agency. To respect their voluntary participation, a consent form was developed and
included in the questionnaire package for workers to view and sign before they answered the
questions. Due to the small number of participants within the same agency, the researcher
had to take extra care to protect the subjects' confidentiality. Each participant was assigned
a code known only by the researcher. This code was marked on each form of the individual
package to prevent mix-ups. All data was kept in the researcher's locked cabinet. Because
the risks to the subjects in this study were minimal, a clearance from San Jose State
University Human Subject Committee was not requested. However, approval of the field
agency where all the subjects were employed was secured (see Appendix A) before the data
collection process began.
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A survey package which included a cover letter explaining the purpose of the study, a
consent form for the respondent to view and sign, a three-part questionnaire, and a preaddressed return envelope was hand-delivered to each of the 81 subjects during the last week
of February 1998. On March 10, 1998, a letter was sent to the subjects who had not
returned the questionnaires, reminding them to respond. Fifty-five responses, 19 Vietnamese
and 36 non-Vietnamese, were received by March 20, 1998.
The survey data were analyzed in 3 ways:
1. Demographic characteristics; identified by percentages of selected variables
which included age, gender, race, level of education, field of specialization, and years in the
social work field.
2. Degree of job satisfaction; analyzed according to percentages and total scores
each group reported on each of the nineteen items to determine level of satisfaction. For the
purpose of analysis, "l", "2", and"3" on the scale were considered very low to low level of
satisfaction; "5", "6 ", and "7" were considered high to very high level of satisfaction, while
"4" was considered neutral.
3. Qualitative data, presented in tables showing frequencies and percentages of
satisfaction, dissatisfaction factors and respondents' recommendations.
Different aspects of job satisfaction reported by Vietnamese subjects were compared
to those of non-Vietnamese participants. Due to the fact that only very few Vietnamese
social workers in the Department of Aging and Adult Services participated in the survey, and
in order to protect the anonymity of those who participated, no comparisons were made
between satisfaction scores of respondents in the Family and Children Services and the Aging
and Adult Services programs.
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The researcher was aware that the sample of this study is not randomized, and since it
was drawn from a small group of one public agency, it does not represent all social workers
or all Vietnamese social workers. Furthermore, the measurement instruments had never been
used before, their validity was questionable. It should also be noted that the result of this
survey was solely based on what the social workers reported, and it was not possible to verify
whether it was what they actually felt or did. Therefore, the findings from these data may not
be generalized.
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V. Results
This chapter will report the findings of the survey which include the demographic
characteristics of the participating social workers, their levels of satisfaction or dissatisfaction
in various aspects of their jobs, and their recommendations to improve their jobs.
Of the fifty-five respondents, nineteen were Vietnamese and thirty-six were nonVietnamese. There were 32 female and 23 male social workers participating in the study.
Nine people were in between 20 to 29 years old, eleven were between 30 to 39, thirteen were
in between 40 to 49, nineteen were between 50 to 59, and three people were 60 or over.
The majority (81.8%) ofrespondents worked in the Department of Family and
Children Services, while 18.2% workers were from the Department of Aging and Adults
Services. The subjects reported their years in the social work field ranging from 8 months to
32 years, with fifteen people had worked between 20 to 32 years as social workers, fifteen
between 10 to 19 years, eleven between 5 to 9 years, and fourteen under 5 years. Thirtyseven of the participants held a graduate degree (MA or MSW), sixteen had a BA or BS, and
two had an AA or AS. Four social workers possessed an LCSW and four others, an ACSW.
The demographic data suggested that the majority of social workers were mature,
professional, and experienced.
Among the Vietnamese respondents, 11 were male and 8 female. There were three
workers who were 29 or younger, seven were between 30 to 39 years of age, five were
between 40 to 49, three between 50 to 59 and two were 60 or over. The majority (89.5%) of
these respondents worked in the Department of Family and Children Services. Experiences
in the field of social work ranged from 1 to 20 years. Fifteen (79%) workers held the MSW
degree, one of those (5.3%) had an ACSW and two (10.5%) possess an LCSW.
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Table 1
Demographic Characteristics of the Sample

Vietnamese

Non-Vietnamese

Total

N=l9

N=36

N=55

f

%

f

%

f

%

Female

8

42.1

24

66.7

32

58.2

Male

11

57.9

12

33.3

23

41.8

20-29

3

15.8

6

16.7

9

16.4

30-39

6

31.6

5

13.9

11

20

40-49

5

26.3

8

22.2

13

23.6

50-59

3

15.8

16

44.4

19

34.5

60 or over

2

10.5

1

2.8

3

5.5

Gender

Age

.

Field of Specialization
DFCS

17

89.5

28

77.8

45

81.8

DAAS

2

10.5

8

22.2

10

18.2

20-32

1

5.3

14

38.9

15

27.3

10-19

8

42.1

7

19.4

15

27.3

5-9

5

26.3

6

16.7

11

20

less than 5

5

26.3

9

25

14

25.5

AA/AS

0

0

2

5.6

2

3.6

BA/BS

4

21.1

12

33.3

16

29.6

MA/MSW

15

78.9

22

61.1

37

67.3

ACSW

1

5.3

3

8.3

4

7.3

LCSW

2

10.5

2

8.3

4

7.3

Years as social worker

Education

License/Certificate
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There were 24 female and 12 male non-Vietnamese social workers participating in the
survey. One (2.8%) social worker was 60 or over, sixteen (44.4%) were between 50 to 59
years of age, eight (22.2%) between 40 to 49, five (13.9%) between 30 to 39, and six
(16.7%) between 20 to 30. Twenty-two (61.1%) workers had MSW, twelve (33.3%) had
BA or BS, and two (5.6%) held AA or AS. There was one worker with a Ph. D degree, two
with LCSW, and three with ACSW certifications. It should be noted that none of the social
worker positions in Santa Clara County Social Services Agency requires ACSW or LCSW
certification.
Fourteen non-Vietnamese social workers reported that they had been working in the
social work field for more than 20 years, seven had been working as social workers between
10 to 20 years, six had 5 to 10 years of experiences, and nine had under 5 years of
expenences. Eight participants were working in DAAS and twenty-eight others were in
DFCS.
The findings show little difference in the overall level of job satisfaction of
Vietnamese social workers compared to that of their peers. The total frequency of positive
grades (5, 6, or 7) to all questionnaires were 63.3%. Vietnamese respondents posted 223
(62.1 % ) positive answers, while their colleagues responded 43 7 (64.2%) times positively to
the questionnaire. More neutral responses were noted among the Vietnamese social workers
than those of their participant co-workers (22.3% and 17.1 %). There were some differences
in the frequency of negative responses among Vietnamese social workers ( 15. 6%) the total
population ( 17. 8%), and non-Vietnamese workers ( 18. 9%).
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Table 2: Frequency of Grouped Job Satisfaction Scores for Part I of the Survey Questionnaire
Satisfaction Grade

Frequency of Responses
Vietnamese

Non-Vietnamese

Total

1

5

31

36

2

20

36

56

3

31

62

93

4

80

117

197

5

86

139

225

6

108

186

294

7

29

112

141

Total

359

683

1042

Table 3: Frequency and Percentages of Group Satisfaction Scores
Grade of Satisfaction

Frequency and Percentage of Responses
Vietnamese

Non-Vietnamese

Total

Frequency

Percentage

Frequency

Percentage

Frequency

Percentage

Positive

223

62.1

437

64.0

660

63.3

Neutral

80

22.3

117

17.1

197

18.9

Negative

56

15.6

129

18.9

185

17.8

Total

N=359

N=683

N=l042

Note: Positive grades include 5, 6, and 7, (satisfied to very satisfied). Neutral grade is 4. Negative
grades include 3, 2, and 1 (dissatisfied to very dissatisfied).
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The majority of social workers responded well to support from co-workers, cultural
competency of staff, the service program they were working in, and the feeling of success as
social workers. The most dissatisfied aspect for all respondents were opportunities for
promotion, resources available to their clients, guidelines for doing their jobs, and their heavy

'

caseloads. (Table 4)
The Vietnamese respondents graded the support from their colleagues most
significant. They also gave high scores to the cultural competency of staff, the service
program they were working in, the way their clients treated them, and their feeling of success
as social workers. Items which received lowest scores from this group were opportunities
for promotion, guidelines for doing their jobs, resources available to clients, quality of
supervision, and cultural competency of management. (Table 5)
The non-Vietnamese group gave highest scores to the positive feedback from their
supervisors. Other high scored items were the support from their colleagues, cultural
competency of staff, the service program they were working in, opportunities for involvement
in decision making, and their feeling of success as social workers. Items with lowest scores
from this group were opportunities for promotion, resources available to clients, guidelines to
do their jobs, and high workloads. (Table 6)
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Table 4
Job aspects ranked in order of satisfaction with graded scores and item means (N=55)

High Level of Job Satisfaction
~

'

Rank

Graded

Item Satisfaction

Job Aspects

Scores (gt)

Mean (gf)/N

1

311

5.6

Support from colleagues

2

301

5.5

Service program

3

296

5.4

Cultural competency of staff

4

295

5.4

Positive feedback from supervisor

5

292

5.3

Feeling of success as social worker

Lower Level of Job Satisfaction
Rank

Graded

Item Satisfaction

Job Aspects

Scores (gt)

Mean (gf)/N

1

196

3.6

Promotion

2

219

4.0

Resources for clients

3

240

4.4

Job guidelines

4

250

4.5

Workload
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Table 5
Job aspects ranked in order of Satisfaction with graded scores and item means (N=19)

High Level of Job Satisfaction
~

'\

Rank

Graded

Item Satisfaction

Scores (gf)

Mean (gf)/N

1

108

5.7

Support from colleagues

2

102

5.4

Interaction with clients

2

102

5.4

Service program

2

102

5.4

Cultural competency of staff

5

100

5.3

Job challenge

5

100

5.3

Feeling of success as social worker

Job Aspects

Lower Level of Job Satisfaction
Rank

Graded

Item Satisfaction

Job Aspects

Scores (gf)

Mean (gf)/N

1

73

3.8

Promotion

2

83

4.4

Job guidelines

3

86

4.5

Quality of supervision

3

86

4.5

Resources for clients

3

86

4.5

Cultural competency of management
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Table 6
Job aspects ranked in order of Satisfaction with graded scores and item means (N=36)

High Level of Job Satisfaction

'

'

Rank

Graded

Item Satisfaction

Scores (gt)

Mean (gf)/N

1

206

5.7

Positive feedback from supervisor

2

203

5.6

Support from colleagues

3

199

5.5

Service program working in

4

196

5.4

Involvement in decision making

5

194

5.4

Cultural competency of staff

6

192

5.3

Feeling of success as social worker

Job Aspects

Lower Level of Job Satisfaction
Graded

Item Satisfaction

Scores (gt)

Mean (gf)/N

1

118

3.4

Promotion

2

132

3.8

Resources for clients

3

152

4.3

Job guidelines

4

162

4.6

Workload

5

165

4.7

Work environment

Rank

'

~------

_._........................

._

Job Aspects

-.-.-.-.-.-------=-.------------

'
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The aspect most frequently cited as satisfying to their jobs is helping clients ( working
in the helping profession, doing meaningful work, interaction with diverse clients, making
positive changes in someone's life and situation). Eighteen (94.7%)Vietnamese and thirtytwo (88.9%) non-Vietnamese workers listed this category as one of the most satisfying
aspects of their jobs.
Another satisfying aspect was support from colleagues, with 7 (36.8%) responses
from the Vietnamese group and 22 (61.1 % ) from the other group. Both groups liked the

flexibility of work schedule, 11 (57.9%) responses from the Vietnamese respondents and 16
(44.4%) from the non-Vietnamese group. Job security appeared to be more important to
the Vietnamese group (26.3%) while salary and benefits were listed by 30.6% of the
respondents in the other group as one of the five most satisfying aspects. The nonVietnamese respondents (27. 8%) enjoyed working independently while the Vietnamese
workers (26.3%) appreciated the diversity of their clients. (Table 7)
Both groups agreed on the five most negative aspects of their jobs but the frequency

'

of responses in some of the categories were different. More Vietnamese workers (4 2. 1% )
listed the computer system as one of the most negative aspects of their jobs compared to

'

30.6% responses from their co-workers. More non-Vietnamese workers (50%) cited high

caseloads than Vietnamese (36.8%). The second most frequently cited negative aspect in
both groups was lack of management support with 8 (42.1 %) responses from the Vietnamese
group and 16 (44.4%) from the other group. Six (31.6%) Vietnamese and 14 (38.9%) nonVietnamese respondents listed lack of resources for clients as one of the negative aspects of
their jobs. Both groups (26.3% Vietnamese and 27.8% others) listed the Court system as a
problem to their jobs. (Table 8)
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Table 7
The Five Most Satisfying Aspects of Your Job
Job Features

Vietnamese group

Non-Vietnamese group

N=19

N=36

rank

f

%

rank

f

%

Interaction with/helping clients

1

18

94.7

1

32

88.9

Support from/interaction with

3

7

36.8

2

22

61.1

2

11

57.9

3

16

44.4

Salary and benefits

3

15.8

4

11

30.6

Working independently

3

15.8

5

10

27.8

co-workers
Flexibility in work schedule

Job security

4

5

26.3

0

0

Diversity of clientele

4

5

26.3

2

5.6

Table 8
The Five Most Negative Aspects of Your Job
Job Features

'

Vietnamese group

Non-Vietnamese group

N=19

N=36

rank

f

%

rank

f

%

Computer system (CMS/CWS)

1

8

42.1

4

11

30.6

Lack of management support

1

8

42.1

2

16

44.4

Heavy caseloads/too much

3

7

36.8

1

18

50

Lack of resources for clients

4

6

31.6

3

14

38.9

Court system

5

5

26.3

5

10

27.8

paperwork
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The last question in part II of the survey asked respondents for recommendations to
improve their jobs. Two Vietnamese and two non-Vietnamese social workers did not answer
this question. One worker stated that there was very little that s/he would change about
his/her job because s/he was very satisfied with the program that s/he was working where
s/he was "doing what I envisioned social work would be". Another worker stated that s/he
had no suggestions because s/he was in a program that s/he had no "real interest in". S/he
accepted the job "so I could have a permanent job with the County". There were little
differences between the two groups regarding their concerns. Followings were excerpts from
the more frequently cited recommendations made by 17 Vietnamese and 32 non-Vietnamese
respondents.
Management support. (7 responses from Vietnamese, 15 from non-Vietnamese
participants)
Better communication with management. Frustration occurred when workers tried to
convey information to management but they did not "truly hear" what is being said. Allow
line staff to have inputs and be involved in policy and decision making on a regular basis.
Certain people in management need to become more aware of themselves as role models with
regard to attitude toward workers. Provide "real support, not just lip service". Agency
should stand by its workers, not by political pressure. Cultural competency training for
management.

'
Supervisor's roles. ( 5 responses from Vietnamese, 6 from non-Vietnamese
participants)
New workers receive no training from supervisors who are busy with meetings and
preparing statistical reports to justify their jobs, therefore existing staff is responsible for
training new workers. Supervisors need to get back to their primary roles of teaching,
guidance and support. Supervisors need to counsel workers who are slacking off.
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Caseload standard (5 responses from Vietnamese, 12 from non-Vietnamese)
Lower caseload standard in order to provide more quality work and not so much quantity.
You cannot do an adequate assessment with the limited time allowed. Many workers had to
work weekends, otherwise work may not get done. Currently almost all workers are on bum
out mode. Reduction of caseload to reduce stress to workers and risk to children that DFCS
tries to serve.

Computer system. ( 5 responses form Vietnamese, 11 from non-Vietnamese
participants)
Implement a less complex system with better designed computer program to reduce time
waste and stress to social workers. CWS/CMS has greatly increased workload and we spend
much more time in office and less time providing services to clients. The current problems
result in long hours entering (and re-entering) data and our clients lose out.

Paperwork. (5 responses form Vietnamese, 14 from non-Vietnamese participants)
Minimize unnecessary paperwork and forms will give workers more time to serve clients.
Reduce the amount of recording and documentation. Eliminate some of the red tape/forms in
order to spend more time getting to know the families we intend to serve.

Resources. (3 responses from Vietnamese, 6 from non-Vietnamese participants)
More resources for clients such as, counseling, housing, foster homes, shelters, day
programs, drug abuse treatment program, In-Home Supportive Services, and case
management services.

Court system. ( 5 responses form Vietnamese, 9 from non-Vietnamese
participants)
It is a waste of time waiting at Court and there are not enough computers for workers to
do their work while waiting. Many District Attorney are unreasonable, and new County
Counsels are incompetent at trials. County Counsel needs training to foster better working
relationship with social workers from diverse cultural backgrounds. Have the Courts and
attorneys pay the respect a social worker deserves.

29

Case conference. (3 responses form Vietnamese, 3 from non-Vietnamese
participants)
Promote team work and facilitate monthly or quarterly conferences within unit or interunit in which social workers can present difficult/interesting cases and share
solutions/experiences.

Physical work environment (3 responses form Vietnamese, 5 from nonVietnamese participants)
Reduce noises around work station. Certain offices do not have adequate space for
workers. Workers need to have enough space and privacy in their work area.

Salary. (1 responses form Vietnamese, 5 from non-Vietnamese participants)
Raise salaries to a living wage in this Santa Clara valley. It is sad that so many social
workers cannot live in the same county they work because we do not make enough money to
afford a home.

Recognition. (4 responses form Vietnamese, 6 from non-Vietnamese participants)
More recognition by supervisors, management and court acknowledging the quantity,
quality, difficulty of this job. Even better use of the media to educate the general public of
what we do and why. Have a reward system to recognize truly hard-working employees, not
those who know people in higher positions or those who can play politics well. Promote those
who are competent and skilled. Have more "free" recognition events for social workers, i.e.
dinners, dances, bonuses, picnics.

Professional Development(3 responses form Vietnamese, 5 from nonVietnamese participants)
Advanced training for staff for professional growth as current training aimed at new
workers. More training for staff in Adult and Aging Services regarding specialty. Perhaps all
line staff and management could use a seminar on listening skills.
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VI. Discussion
The findings show that Vietnamese social workers in the Santa Clara County Social
Services Agency were fairly well satisfied with their jobs. Their levels of satisfaction were
high in the area of co-worker support, cultural sensitivity of staff, the service program they are
working in, the way they are treated by their clients, and their feeling of success as social
workers. They are professionally trained (79% of the group had the MSW degree, 5.3% of
those had an ACSW, and 10.5 had LCSW) and as a group, they have been in the social work
field an average of 7. 9 years. Only 5. 3% had less than two years of experience as a social
worker. Their professional training and experiences probably explained their high levels of
satisfaction as social workers. It was suggested that those who are most satisfied with their
job stay in the fields and retain their current job (Poulin, 1994). As professionals, this group
enjoyed helping clients and the flexibility of their work schedule as well as their job security
and financial rewards. Again these factors may have been attributed to their professionalism,
experiences and seniority within the agency.
However, the findings from this study also indicate that the Vietnamese social
workers are dissatisfied with limited community resources for their clients. It is noted that the
same factor was graded low by the non-Vietnamese group probably because they share the
same community resources. Both groups were dissatisfied with the clarity of their job

,

guidelines and some workers remarked that their supervisors were "too busy with meetings
and preparing statistical reports to justify their jobs" to provide guidance and support to social
workers. While their colleagues enjoyed positive feedback from their supervisors, the

.,

Vietnamese group perceived the quality of supervision they received as low. Some stated they
did not feel their hard work was recognized by their supervisors. This group was also
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dissatisfied with the cultural competency of their management, and they perceived their
opportunities for job promotion as scarce. The last three factors may be co-related because
minority employees in any agency may attribute their limited opportunity of promotion to the
perceived cultural insensitivity of both their immediate supervisors and their management.
This study shows that the jobs of Vietnamese social workers may be improved by
strong support from management, appreciation from their supervisors, a better designed
computer system, and reduction of workload and paperwork.
The Board of Supervisors of Santa Clara County has made the commitment to value
diversity and promote understanding and harmony. The month of April was proclaimed as

Unity in Diversity month in the county. The Social Services Agency has also shown its
commitment both on the mission statement and by providing various training focusing on
diversity to all employees. The Agency needs to continue with its commitment of promoting
diversity by seeking inputs from line staff and including qualified members of different ethnic
groups in panels of promotional examinations so that all candidates see that they have a fair
chance of being understood and fairly judged, as perceived agency cultural sophistication does
have a strong effects on human services professionals. (Gant, 1996)
Since 1996 social workers in the Department of Family and Children Services have
been utilizing the computer system, known as CWS/CMS to process documents, access data,
and prepare Court reports. Despite extensive training and assistance from lead workers, social
workers feel that they spend too much time "struggling" the computer system. Perhaps more
computer training should be provided and caseloads reduced so that social workers could
concentrate in learning the computer system. It is also recommended that the program be
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redesigned to be more user friendly, so that social workers can devote more of their time
providing direct services for their clients.
The caseload standard of social workers in the Santa Clara County Social Services
Agency is regulated by the union contract. However, as the amount of paperwork increases,
together with the time delay caused by the complex computer system, the caseload standard
for social workers need to be reduced to prevent burnout among social workers and to ensure
quality, not quantity, of services to the clients.
Supervisors need to be sensitive to their workers' cultural differences and make
conscientious efforts to be fair in distributing workloads as well as giving credits for jobs well
done. A previous study has proven that the level of job satisfaction among social workers
goes up with the level of supportive supervision they receive. (Poulin, 1994)
Other factors derived from the survey to improve job satisfaction for Vietnamese
social workers include improving physical surroundings in the work place, providing
professional development training, facilitating case conferences, and focusing on prevention
work in the community.
The Vietnamese social workers in this study were found fairly well satisfied with their
jobs. However, studies of job satisfaction of other ethnic groups are needed as participants in
this research do not represent all Vietnamese social workers or all minority human services
professionals. With the rapid demographic changes which include growing ethnic diversity in
Santa Clara County, increasing job satisfaction of social workers, particularly ethnic
minorities, should be a critical issue for the Santa Clara County Social Services Agency in
order to retain its staff and recruit professionals to serve its diverse population.
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Appendix A

Field Agency's Approval of Research Project

San Jose State University
College of Social Work
Field Agency's Approval of Research Project Prospectus
Instructions: This form must be completed by all students participating in university
related research projects, including S.W. 298 projects. ?Jte form should be completed
and submitted to the student's S.W. 298 instructor or faculty sponsor. All students are
expected to advise their agencies of the content of their research projects as well as plans
related to their proposed methodology, .data collection, and data analysis activities.
Completion of this form does not remove the obligations of students to complete other
college, university, or agency research review and approval procedures/ policies.

If significant changes are made in the project a new form .must be completed and
submitted. All S.W. 298 students must complete and submit this form prior to
commencing their actual research work with data collection or clients; and in any event
before the end of their first semester of study.
The field instructor's or other agency representative's signature certifies that the student
·has discussed and shared their plans with the agency, and that the agency is not in
opposition to the project. The S.W. 2.98 instructor and/ or other college officials should
be contacted if there are any concerns, questions, or objections.
.
Name of Student Minh-Tam Nguyen

Name of Agency

Evans
Field Instructor's Name _James
___
_ _ _ _ _ __

•

Prochaska
SJSU lnstructor's Name _Fred
__
_______

Proposed Topic

Santa Clara County,
Social Services Agency
F.L's Telephone # 928 - 3889
Fall 1997 / Spring 1998

Semester(s)_ _ _ _ __

Job satisfaction of Vietnamese social workers in Santa Clara County,
Social Services Agency.

Brief Desaiption of Project - Including runelines, Sample/Subjects, and Methodology:
This study will use survey research design to collect and analyze data from
survey questionnaires. The subjects of this study are Vietnamese speaking
social workers and their non-Vietnamese colleagues employed by Santa Clara
County Social Services Agency. This study will be implemented in February 1998.
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AppendixB

Cover Letter and Memo to Social Workers

'

February 24, 1998

Dear Social Worker:

Enclosed please find a survey questionnaire which was designed to examine the degree of job
satisfaction among social workers of various backgrounds in Santa Clara County Social
Services Agency. The findings of this study may be useful in promoting cultural awareness
among SSA staff and improving the working conditions for social workers as well as quality
of services for clients.

This survey is a part of my Social Work 298 Research Project, required by the College of
Social Work, San Jose State University. The project has been approved by the Social Work
298 instructor and the Social Services Agency representative.

Your responses are anonymous and no reports of the survey results will have your name in
them. Due to the small size of the sample, your participation in this study is very important.
I will greatly appreciate your time and efforts to fill out and return this questionnaire by
Monday March 9 in the envelope provided.

If you have any questions about this survey, please call me at (408) 928-3789. Thank you for
your response.

Sincerely,

Minh-Tam Nguyen, MSW Intern

March 10, 1998

Dear Social Worker:

A survey questionnaire about your job satisfaction was hand-delivered to you last week. I
recognize that you have many demands upon your time with your work and family. However,
our pre-test shows that it only takes between 20 to 30 minutes to complete this questionnaire.
Your voluntary participation in this study is very important due to the small size of the
sample. Your responses are confidential and your name will not appear in any survey results.

If you have not completed the questionnaire, I will greatly appreciate your filling out and
returning it by Monday, March 16.

If you have any questions about this survey, please call me at 928-3789. Thank you for your
help in my research project.

Sincerely,

Minh-Tam Nguyen, MSW Intern
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Appendix C

Consent Form

'

Research and Program Evaluation Confidentiality Consent Form

The Santa Clara County Social services Agency, Department of Aging and Adult Services, in
conjunction with the College of Social Work, San Jose State University is conducting a
specialized research study. I understand that any information used will be strictly
confidential. I grant permission to the researcher to analyze information from the survey
questionnaire and interview me for the purpose of the research study.

I understand that I can refuse to participate in this study. I also understand that ifl do
participate, I have the right to withdraw at any time. My employment status will not be
affected by my refusal to participate or by my withdrawal from participation. I understand

'

that there are no known risks associated with participation in this research study and that my
participation is completely confidential.

I have read or had the above information read to me and agree to participate in the study

'

described.

Participant:
Date: - - - - - - - - - - - - - MSW Intem: - - - - - - - - - - Field Instructor: - - - - - - - - - -
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AppendixD

Instruments

'
'

JOB SATISFACTION SURVEY
Part I

Please rate each of the aspect of your work listed below according to the degree of satisfaction or
dissatisfaction it provides you. Circle the number between 1 (Very Dissatisfied) and 7 (Very
satisfied).

1. The number and complexities of cases

assigned to you

1

2

3

4

5

6

7

1

2

3

4

5

6

7

3. The way you are treated by your clients

1

2

3

4

5

6

7

4. The resources available to your clients

1

2

3

4

5

6

7

5. Clarity of guidelines for doing your job

1

2

3

4

5

6

7

1

2

3

4

5

6

7

1

2

3

4

5

6

7

1

2

3

4

5

6

7

1

2

3

4

5

6

7

10. The quality of supervision you receive

1

2

3

4

5

6

7

11. The support you receive from your colleagues

1

2

3

4

5

6

7

2. The amount of authority you have

'

been given to do your job

6.

'

making
7.

'

Opportunities for involvement in decision

The challenge your job provides you

8. Field of specialization you are in
9.

The recognition given your work by your
supervisor

'

,

12. The cultural competency of staff

1

2

3

4

5

6

7

13. The cultural competency of your management

1

2

3

4

5

6

7

14. Chances for acquiring new skills

1

2

3

4

5

6

7

15. Opportunities for promotion

1

2

3

4

5

6

7

16. Your salary and benefits

1

2

3

4

5

6

7

17. The extent of your job security

1

2

3

4

5

6

7

18. The physical working environment

1

2

3

4

5

6

7

19. Your feeling of success as a social worker

1

2

3

4

5

6

7

Part II

A. Please list the 5 most satisfying aspects of your job

1.

2.

3.

4.

5.

'

B. Please list the 5 most negative aspects of your job

1.

2.

'

3.

4.

5.

C. What are your recommendations to improve your job? (Use additional paper if

necessary)

Part III

Please answer the following questions by checking the appropriate space:

1. Sex:

female

male

2. Age group :
20-30

31-39

40-49

50-59

60 or over

3. Ethnic group :
African American

Caucasian

4. Field of specialization: _Adult and Aging

Latino

Other

Vietnamese

_Family and Children

5. Numbers of years working at your present job: __years
6. Numbers of years employed as a social worker: __years
7. Degree (s) held: _AA _BA/BS
8. Certificate (s) held: _ACSW

MAIMS

MSW

_LCSW

Thank you for participating in this study

Ph.D.

